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Meet in the Middle: 
Crisis Communication and 
the Middle Manager
Hello!
I’m Amy Harris Houk
Head of Research, Outreach, 





▪ Everything is hypothetical
▪ “At my previous job” 
▪ Vegas rules
You can also message me privately if you have 
something to share anonymously (I will see your 
name but won’t share)
CONTENT WARNING
This presentation contains non-medical discussions of 




According to Do and Nuth, “a middle 
manager, in a hierarchical organizational 
structure, reports to one or more 
members of the library administration 
while supervising staff or units” (2020, 
p. 48)
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Challenges of Middle Management in 
the before
▪ Managing up and down
▪ Communication 
▪ Isolation





"Coronavirus Close Up Image" by danielfoster437 is licensed under CC BY-NC-SA 2.0
2. Crisis Communication




Let’s See What the Experts Say
According to Crisis and Risk Communication from the 







Empathy during a crisis
▪ LISTEN
▪ Acknowledge fear and uncertainty
▪ LISTEN SOME MORE
▪ Be authentic
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Competence during a crisis
▪ Stay on top of internal communication and 
current events
▪ Stay organized; new information comes in all the 
time
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Honesty during a crisis
▪ Acknowledge that information changes rapidly 
and information given previously may be 
inaccurate
▪ Give people enough information to make 
informed decisions
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Commitment during a crisis
▪ Show dedication by sharing in the sacrifice
▪ Be clear about your department’s objectives and 
what you are doing to help achieve them
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Accountability during a crisis
▪ Be transparent
▪ Compliments flow down, complaints flow up
▪ Take responsibility for mistakes
▪ Correct errors as quickly as possible
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Five Communication Failures
▪ Mixed messages from multiple experts
▪ Information released late
▪ Paternalistic attitudes
▪ Not countering rumors in real time
▪ Public power struggles and confusion
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3. What do we do now?
How can we turn a good press 
conference into good management?  
How do you or can you demonstrate these traits in 







And remember to maintain 
perspective
▪ Focus on today
▪ Try to focus on the positive
▪ Remember to stay grounded
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SlidesCarnival icons are editable shapes. 
This means that you can:
▪ Resize them without losing quality.
▪ Change fill color and opacity.
▪ Change line color, width and style.
Isn’t that nice? :)
Examples:
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You can also use any emoji as an icon!
And of course it resizes without losing quality.
How? Follow Google instructions 
https://twitter.com/googledocs/status/730087240156643328
Free templates for all your presentation needs
Ready to use, 
professional and 
customizable
100% free for personal 
or commercial use
Blow your audience 
away with attractive 
visuals
For PowerPoint and 
Google Slides
